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Qualification Highlights

A senior IT executive with an in-depth knowledge of all aspects of federal information
technology management including security, capital planning and investment control (CPIC),
enterprise architecture, contracting, budget, technical operations, and human resources.
Significant experience in the management of large-scale enterprise networks within a
federated agency work environment and multi-million dollar budgets.

Proven ability and multiple years of direct experience in collaboration and building coalitions
in large enterprise environments to deliver tailored 11 solutions that meet business needs.

Management Positions

Veteran Affairs, 2013 — Present, Deputy Dircetor, Health Informatics/Y eterans Health
Administration (VHA)

As Deputy Director of Health Informatics (HI), | oversee and direct operational support for 8
health informatics programs, These programs total 200 FTEs, supported by approximately 300
contractors, | am responsible for the development of annual program work plans, budget
initiatives, operating policy, contract acquisitions, training, strategic planning, and human
resources. In this capacity, | have also served as a liaison between VHA, VHA ficld providers,
and OTT.

-

Worked elosely with the clinical and IT field to establish and support increased
communication and organizational relationships with end users through the establishment of
the health informatics group.

I worked with field leadership and Office of Information Technology (O1T) to identify those
VHA IT systems considered mission-critical and develop a process o alent VHA
stakcholders of 1T service disruptions.

| have successfully worked with multiple stakeholders to support and inform the IT strategy
at the VHA. Health Informatics works closely with the field stakeholders, including the
Clinical Application Coordinators, the Field Health Informatics Leadership (FHIL), and the
health informatics group. | work closely with the clinical community through health
informatics offices to ensure that 1T solutions are being developed that meet the needs of the
health care team.

Developed work management process for all HI program offices. This included development
of annual schedules for development of program work plans, spend plans, and acquisitions,
Developed a performance metric review process for all HI program offices. Oversee
program office development of quantifiable performance metrics that are directly related to
strategic and tactical goals. Program performance metrics are reviewed on a quarterly basis
and successiul performance is also incorporated into employee performance plans.
Developed the first Communication Plan for the Health Informaties office to ensure a
strategic and thoughtful approach was implemented in communicating with clinical and field
stakeholders.

Serve os a VHA linison with OIT on a variety of issues such as the migration 1o Microsolt
Office 365, management of VHA applications hosted in OIT data centers, sccunty of MFDs,
response to 1T service disruptions, and improving information flow between VHA and OIT.
Led an effort to quantify the impact of a data center outage on medical business operations
and veterans.
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l.ed efforts to reorganize HI that resulted in improved efficiencies and reduction of silo work
ettorts,

Successfully used the performance improvement plan (PIP) process to identity performance
weaknesses and establish a plan for employes improvement in these anens,

Established an interoperability office within HI to support clinical interoperability efforts in
a coordinated manner

Health and Human Serviees, 2007 = 2012

2011-2012, Director, Information Technology and Infrastructure Operations (1TIO)

I was responsible for IT operations and management supporting the Office of the Secretary and
the offices of HIS Assistant Secretaries.  The federated environment required me to engage in
extensive colloboration and consensus building to successfully implement IT improvements. |
was responsible for all aspects of budget preparation, OMB reporting, human resources,
technological planning and implementation and oversight of the $400M primary 1T support
services contract for HES, In addition, | also managed the HHS network, the HHS-wide email
system, the HHS data center, seat management (1o include help desk operations), infrastructure
support, business application hosting, and COOP support. Specific accomplishments included:

Underiook mitiatives to improve customer relationships and opportumties o improve
collnbomtion. This included implementation of monthly customer service meelings,
inclusion of customers to change control board meetings, and development of a customer
portal to streamline [T purchases by end-users, Customer satisfaction increased significantly
as measured by annual customer surveys during my tenure as Director.

Led clforts to more fully support and manage a virtual workforce,  Implemented iPad pilot
and began testing of mobile device management solutions 1o ensure network security,
Worked with all stakeholders to obtain consensus in o technical solution for the enterprise,
Led etforts to develop a BYOD agency palicy that required coordination with all
stakeholders to include union representatives duc to possible changes in work environment.
| successfully guided efforts to evaluate migration of the HES Office of the Secretary (OS5} to
a virtualized desktop infrastructure (V) for 12,000 users, This included business case
development, identification of technical and end-user requirements, and subsequent approval
for funding and implementation of VI pilot within HHS OS5,

Developed dashboard review process to ensure contract performance metrics were evaluated
on a monthly basis and accessible for customer review.,

successfully puided work that culminated in successful implementation of two-factor
authentication for network access with employee PIV cards.

Orhversaw efforts to resolve multiple contractual issues between vendor and customers that
resulied in o significant savings 1o the government in disincentives applied to contract
performance.

Coordinated and guided team efforts to begin the process for a re-compete of the $400M
primary HHS IT support services contract,

Developed HHS policy 1o mandate network integration across HHS divisions (FDDA, CDC,
NIH).

Oversaw and guided efforts to resolve security issues associated with MFDs on the HHS
network.
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2007-2011, Chicl Information (fficer/Deputy Chief Information Officer (DCIOY, Indian

Health Serviee/HHS

As C10 and DCIO, | was responsible for supervision of government and contractor personnel,

vendor contracts, budget, plans and policies, training, technical design, network operations,

maintenance, security, strategic planning, and day-to-day information technology operations.

The THS network connects 25,000 users located throughout the United States and is supported by

staff of approximately 50 federal employees and 130 contractors. Because my oflice also

provided support to independent Tribal notions, this position required expert skills in
consultation/collaboration, building coalitions, obtaining consensus, and maintaining effective
relationships. [ was responsible for all aspects of enterprise IT management and policy for the
agency.

= [ worked closely with health care leadership to ensure that appropriate and adequate 1T tools
were available for the health care teams. Clinical leadership was intimately involved in I'T
investment decisions and the C1O office worked to ensure that investment prientization
reflected the needs and goals of the clinical community.

»  Led efforts to improve overall network security that included implementation of multi-factor
authentication for remote users, formal development of a log analysis program, penetration
testing, and implementotion of a vulnerability management program.

« Managed the upgrade of IT operations in o variety of areas to enhance security and
relinbility. This included emergency power (UPS and diesel generator), storage area
network, asset management and patch management, switch and router upgrade, domain
controller upgrade, two-factor authentication, and encrypted communications.

s Led efforts to standardize equipment and software and to ensure consistency with the IHS
enterprise architccture and associnted Technical Reference Model.

e Chversaw revisions to procedures and format and content guidance to improve the efficiency
and reduce costs pssociated with the certification and acereditation (C&A) process used
within IHS. These efforts saved the agency roughly 83 million annually in C&A costs,

»  Developed process for improved asset management and the refresh of all desktops/laptops,
servers, and other network devices. Initiated membership with the Federal Electronics
Challenge to formalize sustainability and *Go Green” cfforts.

» Conducted a review of agency continuity of operations (COOP) plans. As a result of these
reviews, underiook actions to expand and improve the storage area network (SAN)
capabilities and enhance emergency power capabilities for key data centers,

s  Successtully lead federal government initiatives for IHS including the Trusted Internet
Connection (TIC), 1Pv6, Networx, data center consolidation, and sustainability. Work
required close coordination with Regional offices and Tribal nation end-users.

s Extensive understanding of the CPIC governance process and EPLC life cycle model.
Served as Chairman of the Technical Review Board for IHS. Supervised IT investments that
were consistently ranked in the top ten of HHS IT Investment Review Board Performance
and Quality Ranked Portfolios. RPMS ( HIT solution for Indian Health). one of the largest IT
investments within DS, was ranked as the number one investment two years in a row by
OMB during my tenure,

¢ Led the re-organization of the OIT office. This reorganization signiticantly improved
operations and internal communications by re-aligning personnel in divisions based on skills.
Reorganization activities required coordination with employee union officials, senior [HS
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executives, and announcement i the Federal Register. Successfully led efforts to transition
key positions from contractor to federal employee.

s Successfully used the performance improvement plan {PII') process to identify performance
weaknesses and establish a plan for employee improvement in these areas. Employee
performance improved from unsuceessiul to Tully successiul,

Smithsonian Institution, 2003-2007, Deputy, Network Management Division

Responsible for all aspects associated with the operation and maintenance of the Smithsonian

Institution (81) enterprise converged network. The S1 network supports roughly 7,000 stafl in

locations throughout the United States and Panama. Responsibilities included supervision of

government and contractor personnel, budget, plans and palicies, training, technical design,
project implementation, and day-to-day operations. Muscums maintained their own independent
staff so sucecess required close collaboration with other S1IT stakeholders.

» HKesponsible for the complete upgrnde of the 51 data petwork, This included network
infrastructure (fiber, cable, and electrical power) and network components (switches, routers,
and emergency power supplies), Approximately 300 switches and routers were replaced in
28 different geographic locations. Developed process for the review, analysis, and
subsequent upgrade of the data network, Implemented design to enhance overall network
reliability and redundancy.

s  Delivered frequent presentations to internal and external audiences. Extensive experience in
muaking presentations to senior management. Delivered briefings to the Smithsonian
Secretary and Under-Secretary on the VolP and network upgrade programs. Developed and
delivered presentations as a speaker ot information technology conferences. Delivered
presentations on converged network operations at IP Comm and also at the Gartner IT CIO
Symposium.

o Successiully developed and implemented o plan that merged telecommunications staff with
nctwork operations staff. This action avoided the cost of hiring three additional stail w
operate a newly installed telephony solution for S1

=  Develop budget plans and Exhibit 300 to support the Smithsonian telecommunications
budget.

*  Managed the relocation of the 51's dato center from Washington DO to Virginia. This
relocation involved the move of over 500 devices, including switches, routers, servers, and
SAN devices, Supervised roughly 50 IT personnel involved in the shutdown, startup, and
system testing of relocated equipment. Oversaw the development of all schedules,
procedures, and documents used in the relocation. As a result of these efforts the data center
was successfully relocated with minimum outage time and disruption to S1 stafl.

Northrop Grumman Information Technologies, 2000-2003, Services Program Manager

Responsible for the successful management of complex I'T projects requiring the use of multi-

disciplined project teams. Responsible for all aspects of program and projeet management for o

varety of federal clients,

= Successfully managed the first large-seale Voll* deplovment in the federal government for
the LS. Bureau of Census. Responsible for all aspects of the development and
implementation of the methodology used to suceessiully migrate Census Bureau to Vol
{approximately 5,000 users). Suvccessfully integruted federal employees and other contractor
organizations into a single deployment team. All VolP installations were completed on or
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ahead of schedule with a high level of customer satisfaction and the project was completed
under the original budget estimate. As a result of this successful deployment, Northrop
Grumman was selected to manage the VolP deployvment for all regional Census offices
throughout the United States.

« Supervised the development and implementation of an enterprise network management
upgrade for the United States Marine Corps. Developed and implemented a training program
to address the installation and configuration of new network software that included Solans,
Network Node Manager, and CiscoWorks. Coordinated deployment of network upgrade at
USMC sites located throughout the world, Made improvements to streamline project
operation that resulted in increased profit margins and significantly improved customer
satisfaction. Recognized by Hewlett-Packard with the Network Management Crystal Award
in 2002 for superior implementation of network management technology.

e Developed the Project Management Policies and Procedures Guide used by the Northrop
Grumman Information Technology Computing Systems organization to manage all service
projects, This guide addresses all aspects of project management including erganizational
roles and responsibilities, financial management, quality assurance, project communications
and reparting, customer satisfaction, and resource allocation, Assisted in the development of
0 Remedy-based solution for all project and financial reporting requirements.

SCIENTECH, Inc. 1990 — 2000, Project Director

Technical director for engineering projects for federal and commervial clients. Developed
project seope and implementation plans based on ¢lient needs and objectives. Responsible for all
aspects of project financial and personnel management. Position required the management of
highly skilled, multi-disciplined technical project teams consisting of senior in-house scientists
and engineers and ¢lose interaction with senior non-techmical clients

Comsys Inc,, 1985-1990, District Sales Manager

Responsible for expanding 1T support sales and coordinating the delivery of 1T teams to provide
on-site support. Consistently exceeded sales goals and business penetration. Expanded support
service stafl by over 30% during this time

KPMG, 1987-1988, Financial Consultant
Responsible for the financial management of a multi-million dollar DOT weapons system,
development of program operations budget, and briefings used in congressional testimony.

U.S. Navy, 1982-1987, Submarine Naval Officer

Qualified in submarines and responsible for the operation and maintenance of a nuclear power
plant, support, and weapons systems while serving on board a UL, nuclear submarine. Awarded
the Novy Achievement Medal and Battle E for superior performance. Naval Political Action
Officer responsible for performing naval political analysis, developing and bricfing 1ssue papers
for Waval Flag Officers, including the Chiel of Naval Operations.

Exccutive Core Qualifications

Leading Chanpe

f
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As Deputy CIO, | was responsible for help desk operations across the LS, supporting roughly
25,000 users. | discovered that help desk operations were decentralized and that [T staff had
difficulty necurately tracking I'T support service requested by our customers. | determined the
root cause 1o be the use of an outdoted help desk application that was no longer supported by the
vendor and incapable of providing reports needed by IT managers to manage their stafl and
workload, 1 also found out that OIT eperated without any clearly delined Service Level
Agreements (SLAS) or customer service feedback mechanism. These deficiencies were key
contributors 1o the erisis manogement that often occurred in our organization and unsatisfactory
customer service, | decided to initiate a complete overhaul of our helpdesk operations,

o | met with the division directors and OIT staft to explain my vision for the new centralized
help desk operation. [ rolled this plan out to my staff at the beginning of the vear and the
objective was to implement a new help desk complete with S1.As and all required operating
procedures by the fall.

* To ensure staff understood the imponance of this effort, | also linked key project milestones to
the performance appraisal plans for my management team.

= | tasked division directors with the review of their operations and development of SLAs, [ also
held meetings with the field T stafl.

o | worked closely with field managers to ensure they felt ke stakehalders in the process, |
delepated review of ficld help desk operations to the OIT help desk manager.

e | guided the review of COTS helpdesk applications and in parallel with these efforts, |
contacted help desk managers in other federal agencies for input.

= | ook existing help desk procedures used ot other agencies and modified them for use within
my agency. This effort saved us a considerable amount of time and money and also provided
us with a product that had been battle-tested and was known to be successful. | tasked the help
desk manager with development of an implementation and training plan for all staft who would
be using this new system.

* The new help desk process and SLAs were suceessfully phased into use over a one month
period. This time allowed staff to become familiar with the new application and also allowed
us 1o make minor changes based on lessons leamed. Help desk performance and customer
satisfaction improved dramaticolly, Results from the new automated customer survey system
indicated that the vast majority of our customers were very satisfied with the response they
were now receiving from the T staft,

Leading People

As DCIGH became aware that one of our primary offices suffered from a major morale issue,

This impression was also confirmed in the results of a Human Capital survey. The main cause

appeared to be a lack of management attention. The problem was compounded by the fact that

the office was located in New Mexico and the executive management team, including myself,

worked in Washington DO, | undertook a number of initiatives 1o try to improve this situation,

= | commuited to ensuring that cither the Cl1O or | would be present for monthly stalf meetings. |
required division directors to hold at least monthly statt meeting with their divisions.

# | had discovered the oftice had set aside funds for on-the-spot awards, but they were seldom
used. | signiticamly increased the use of awards to recognize superior performance.,

» [ also determined a similar situation regarding training funds. | developed an individual
development training plan for use within our oftice. This plan required division dircctors to
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meet with their siaff, establish training needs for the vear, and follow through with staff
training as oppropriate.

» The objective of these initintives was successfully met as evidenced by the next Human Capital
survey, The survey showed a marked improvement in the positive attitude that employees felt
towards the organization and their supervisors.

From my review of the Human Capital Survey results and from discussions with stafT T also

recognized there was confusion regarding branch and staff roles and responsibilities. [ ook

conerete steps to improve this situation,

s | worked with division directors and the C1O to move from a matrix-based organization to o
more conventional functional alignment of staff. This design more clearly identificd stafl roles
and responsibilitics and also enhanced supervisor management. | presented this reorganization
to stafl where it was met with a positive response. 1 also successfully worked with the union to
answer questions and resolve concerns they had regarding our reorganization. The
rearganization was formalized and announced in the federal register. Once implemented,
employees had a much better sense of the objectives of their respective divisions and their
work as individuals. Monagers noted that roles and responsibilities were more clearly defined
and this allowed staff to focus on completing the work and not on trying to figure out who
should get the work done.

« | completely overhauled performance plan elements and standards, | worked with division
directors on creating performance-based appraisal plans that could be used by employees to
guide their work throughout the year. I also ensured that the performance-based plans that
were ticd directly back to annual office goals.

« As a result of these initiatives office productivity improved greatly as did stafT understanding
of their respective roles in the organization.

Results Diriven

When | joined the Smithsonian Institution (51), work had begun on migrating 51 from 38

different telephone systems to a single voice over 1P (VoIP) elephony solution. A pilot VolIP

project had just been completed, but the pilot had not gone well. 1 realized that the project
lacked many of the necessary ingredients to be successful. There was no overall strategy on how
the migration was to occur, no standardized policies or procedures, and inadeguate
communication between the contractor and 51 employees and between the VolP team and the
end user community, |initisted a number of changes to get this program on-track.

» | developed an overall migration schedule that provided milestones and completion dates for
all activitics. This schedule was developed with input from contractors and in-house staff to
cnsure buy-in fram all stakeholders. 1 developed a responsibilities matrix which listed all
activities that would need to be performed by the VolP team and who was responsible for
completing each activity. Inaddition, the entire migration was reviewed in a series of meetings
with the VolIP team. The result of these meetings was o list of project documents that would be
created by the team to guide and document project activitics,

o | designed the program schedule to allow for multiple sites to be in the VolP migration process
at any one time. By maintaining five to six facilities in the pipeline [ was able to minimize
contractor downtime which significantly reduced costs. This schedule also allowed us 1o
aceelernte program completion.

« | developed or guided the development of technical program documentation associated with
design and implementation. [ developed level-of-cffort metries and detailed project plans that

&
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proved to be instrumental in keeping programs on schedule and within budget. These tools
also provided an early waming for situations that could result in project delays or cost
OVETTUNS,

* | also developed a process to ensure enhanced communication with end-uscrs. This process
included a Kick-ofT presentation for managers, workshops on Vol configurations,
development of web-based training materials, and use of internal troining 1o assist end-users in
the migration to the new technology. End-users not only understood what was expected of
them, but why their participation was critical for success,

» The results of all these efforts resulted in the seamless transition 1o a new phone system with
essentinlly no disruptions to staflf work. The project was completed on schedule and under
budget. The ClO of the Smithsonian Institution noted that the Voll* migration program was
the most successful program implemented during his tenure at SI.

When [ took over as the Director of [TIO, a CURE notice had just been issuced to the primary

contractor responsible for providing I'T services to the HHS Office of the Secretary and other

Assistant Secretory Offices, A CURE notice is the first step in terminating a vendor for

nonconformance of contracted services. Given the critical nature of suppont provided by the

contractor (54000 multi-vear support contract), lermination was not my first option. [ was also
aware, that stfl did not interact with the contractors in a professional manner and that nine
contractor program managers had cyeled through the organization in the past two years, |

believed that this poor working relationship and also contributed to the problem. 1 realized 1

would have to work with my staff to change their interactions with the contractor.

= | set my expectations by example and interocted with the contractor in a professional manner
and made it very clear to my stafl that | expected the same from them.

# | provided detniled guidance to the contractor on the various plans [ expected to see and the
objectives that needed to be met in order to be successiul.,

* | assigned stafT 1o ench contractor work activity and made it clear that they needed to work
with the contractor to help them improve performance,

= | implemented weekly CURE meetings with my stafT and the contractor, During these
meetings | would ask both the staft and contractors assigned to improvement areas to brief on
the progress made. By creating a team framework that included both contractors and federal
stafl, I wus able to significantly reduce the negative perceptions that many of my swaff had of
the contractor, By working closely with the contractor management team, T was able to ensure
they undersiood the expectations and objectives for success,

= | maintained an open door policy for both the contractor program manager and my key staff o
ensure that questions or concerns were resolved as quickly as possible,

& As o result of these actions, the contmetor was able 1o successfully meet all of the objectives
required to rescind the CURE notice. In addition, the relationship between staff and
contractors improved significantly during this time because | had required them to work as a
team.

Business Acumen

When | first joined HHS, all operating divisions (CDC, FDA, KIH, ete) were required to use a
centralized email system. The HHS email system was known for being unreliable and also very
expensive. Eventually the HHS policy was relaxed and 1 used this opportunity 1o lobby for a
new email system for THS,
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» | puided the initial efforts that focused on a technical and financial analysis of our existing
email system and possible alternatives. This analysis demonstrated we could operate a more
reliable email system offering users larger mailboxes at a reduced cost. This business case was
presented to exceutive THS management who agreed with our approach and formally approved
our exit from the HHS email system.

» Subsequent work focused on the analysis of alternatives in deployment of an THS email
system, We examined the possibility of outsourcing all aspects of a new email system and also
performing all work in-house, Ultimately, the most cost-efTective solution combined the use of
outside experts in assisting in the actual migration, and using in-house staff to maintain the
new cmail system.

s | provided guidance to the migration team in the development of a detailed project plan,
finalization of equipment, end-user communication plan, and migration schedule. T guided
efforts to determine the resources required to successfully maintain and operate this system.

o | worked closely with Human Resources to develop all the required documentation to ensure
the timely addition of new federal hires. As a result of these effonis, we were able to wentify
and hire four additional personnel with the requisite skill sets by the time our new email system
became operational,

# As o result of the detailed planning | had required of my stafl, we successfully completed
proof-of-concept testing in four weeks and successfully migrated approximately 18,000
mailboxes in 3 months, All work was completed on schedule, under budget, and with minimal
disruption to end-users. The THS email system proved to be a major success and was able o
provide users with improved relinbility and expanded email storage at a cost less than what had
previously been provided by the centralized HHS mail system.

Building Coalitions

One of the security initiatives that | managed at HHS was the development and implementation

of an Inter-Connect Security Agreement (1SA). The 15A is a federal requirement that must be

met to allow external parties access to an agency network. In this case, the 18A would be for use
between my agency and Tribal sites wishing to connect to the IHS network. This was an
extremely important project that was also palitically sensitive beeause we would be placing new
requirements on Tribes. The development of this agreement was complicated by the fact that it
would be implemented primarily by the IHS Arca offices (the Area 1T oftices were semi-
autonomous units that did not fall directly under the OIT chain-of-command). To be successful,

I knew | would have to ensure that that the concerns of all stakeholders were addressed in the

final pohcy.

o | developed o working committee that included representation from all stakeholders, including
Tribes. The purpose of the working committee was to review and comment on all OIT work
products associoted with the Agreement. Using this process, 1 hoped the stakeholders would
feel a sense of ownership on the final work product and be advocates for the final policy.

« In parallel with this effort, | worked with the Office of the Inspector General to obtain a legal
opinion on the applicability of federal security requirements to Tribal nations.  This opinion
was important {or defining the type of information we would require in the ISA and lent
additional credibility to the final work product.

e | also worked closely with Area [T representatives to design an agreement that would be casy
for them to implement. Out of this process we developed three ISA templates that could be

|
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used by Area offices. The three templates addressed the most commen type of interconnects
IHS maintaimed with Trbal sites.
 The negotiations required to develop this policy were time-consuming, but necessary and the
entire process was very iterative in nature to ensure all comments were adequately addressed in
the agreement and associated policy. Once my team had developed a technically sound
document that was approved by all working committee members, | sent the I1SA out for
national Trbal review and comment.
s By using an inclusive and transparent approach, we had no major dissenting comments to the
proposed palicy. 1t was subsequently signed as final agency policy by the Director of 1HS.
When | became director of ITIO, it became apparent to me that my oftice had a generally poor
relationship with the Assistant Secretary offices that we supported. Staff had become used to
this situation and blamed the poor relationship on customers. This poor relationship also was the
key contributor to issues that resulted when fee increases were necessary (1TIO was a fee-based
organization and our customer offices had to approve any fee changes). | made it an office goal
to change this relationship.
« | initizted 2 monthly customer meeting and encouraged customers to attend in person versus
calling in to the meeting. | set an agenda that required cach of my divisions o report on work
in progress or planned and to highlight anything that might impact customers. This update was
very much needed and allowed customers time to comment or raise concerns about upcoming
activities. | ensured that customer issucs were documented during each meeting and developed
an action list for my staff. Assigaments were made and | held the ITIO directors responsible
for tracking and resolving each issue. Within six months this meeling became a constructive
platform for the exchange of ideas between customers and TT10 staff,
As part of the effort to improve communications, | made it a personal goal to meet annually
with the IT Directors for every office we supported. | timed these meetings 1o occur two
months before we met with all effices to review fee adjustments. This allowed me to meet
with each office and explain rute changes in greater detoil and ensure all of their questions
were answered. And similar to monthly customer meetings, I documented all issues and
concerns from these meetings. Action lists were developed and ITIO Directors were held
responsible for resolution of issues in o timely manner,
» [ reviewed office standard operating procedures to ensure customer needs were adeguately
addressed in any activities that might impact them and that the appropriate level of
communication was established. In some instonces, we asked our customers to participate in
this review process.
These changes dramatically improved interactions between my staff and customers. Close
communication between my office and customers also resulted in a greater customer
understanding of our cost drivers and significanly reduced the issues and concerns associated
with fee increases. In subsequent budget meetings, proposed fee increases were unanimously
approved by board members.

Education and Specialized Training

Senior Excoutive Fellow, 2015

Federal CIO Cenification, 2009

M5, Technology Monagement, 1995

L1.5. Navy Nuclear Power Ofhicers School, 1984
BS. Engincering, 1982






